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It’s for you: the call centre diploma

A new telephone skﬂls course is bemg piloted by Chelsea Bmldlng Society, reports Andrew Cave

ED UP of waiting
for howars lstening
tor canmed Muzal
at call centres only
to find an
automaton Whﬂ;tl:hn't'}]:?ﬁm
with your HX,
or mayhe ﬂq because if
Simom Bell hias his way your
call centre operator may
soom be more qualified than
oL,
e Ttsed i
Drrset tradning
consul ! called Direct
Sales Accreditation [DSA),
claims fo have come up with
“the Hnl;hqur'ajl of eall mmrtr:
selling” 20 years in
gales and training indostries.
He has incorporated this
inlo A in advenced

Chelsea Buil Socie
_h}IWh.iIe there aim;ﬁen n?
an-the-job tral m:i:em&n
for call centre staft, Bell says
D5A's is drE'armlb&nause it
has been approved by the
Newaslle-baged NCFE,
Eritaiu‘? amm'indﬂi- i
national awarding body, as a
lewe] finve swird - just one
level] dowwn from an honours

Although the course dos
not affer & National
\fumﬂﬁml Quaalification,

:lu quﬂll.ﬁmhuu is
g tu B
Ieve-i o]
combines .‘:'I-ﬂ hnurs -nf
tutorial with 350 hours of
desl-based, practical

The course takes place in
five modules over five
maonthz, Each module
inchudes a day of formalised
training, with the remainder
of the training taking place
at work — logged an
monitored by a process that
takes up to 16 minules at
the emnd of cach day and

requires people on the
COnrEe mp't'ﬂ;un:l their day's

call ax BILCES.

Wlﬂﬁpgﬂﬂjﬁ 004 people
warking in UK call centres -
a number that is expected to
rise to 677,000 by 2012 - Bell

-Tﬂhmﬂmﬂ“hmﬂmﬂtﬂmmwmwut,pmﬂw
says iU an important wu:rrt-;fmw qualifications by secondly, the course consider how to connect
industry that hag long been | 2020, fust so that Britain can | teaches staff sbout customer | with customers in a way
neglected by professional “run to stand still™ against psychology, helping them to | that lesds to enjovable,
qualification providers, its competilors, t:r:rm-!ﬂer&?mv 1o pl'a:h sustainable and manageable

D5A's diploma aims to The five modules start effectively and interaction with them.

help fill that gap, he szys, It | with persanal psychology, instant and nnntlnuad The re two

| also dovetails with the call getling call centre staff to engagement with the modules deal with

| by John Denham, the 15!;:1' hath the traditional fo-tmh.ul customer by managing the Interaction
Innovation, Universities and | relationship of the earning to -!p-ut and with customers and how 1o
Skills Secretary, for telephone marketer with understand a customer’s deliver lasting benefits from
BOMpanes o pay dlose eolleagues and customers mind set. their calls.
attention to e Leitch and what could be achieved Unit three deals with Included in the training
Report, which u the with o more conversational | bullding a rapport with are what Bell calls *Five
adoption of high I= af und personal appromch. cugtomers, guiding staff in Rules of Business Rapport”,

;r]'uwys are easy riles
| e Bgenls that
[ mllhp them strike a rapport
ith ¢ustoners in less than

| B seconds.

“The first rule is to be
ﬂmmd h;‘ﬁee what

&

call centre &t:ﬁg:u a;ﬁ1

on to a strictly controlled
seript as soon as they
answer the phone,

“The other rubes are to
identify what the customer
wantz o hear, to expect no
maore than business rapport
and to recogniss that
| tolephone agents, customers
and emplovers have the
same motivation.

“The last rule is always to
| be asking what the customer

wants and needs.”

Bell what can resull
is g Ew:tati:fmm the old days
of “quasi-adversarial,
eporentric, uct-focused
or service-focused selli
a collaborative, relati ’;Eip-
based, solution-foeused

ppmudl Hhid'l CONSUIMAETS
| appraciate”

Mark Higgins, head of

people pment at
Chelses Buillding Sociely -
which hes seven contact
cenire staff and three
branch-hased employess
o I:rh:mlh it m =
i5 erpour wi
ﬁ- he has seen so far,

T moves i
contact centres away from
the cold-call selling process
o an approach that sees
fu.nlh ]{E;tu.}]mmu:mtun
a5 the key,” he says.

“A conversation tales
plece and what’s important
is that at the end of that call,
the casiomer, the agent and
the Chelsen Building Socicty
iteel{ are happy with the
Qulcome,

“We are 8 company that
puts its customers Hret &g we
glre a mlulual amck :;f. are

wiays looking to
something different.

“Talephone oontact
centres are big husiness
and what thoy do and how
they are operated really

mnatier”




